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OVERALL PROJECT STATUS

• Genesys is behind schedule on the build out of 
the lab. We are working to help them get 
back on track.

• The test plans have been completed for 
DOADSF, DOTSD, ETF, DVA, UWPC, OCI, and 
PSC. We are working with Genesys to 
establish a strategy to implement these plans.
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Test plans
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Training
• Training

– Agent – 1 hour, online, on-demand

– Supervisor – 3 hours, online, on-demand
• Both need to be completed within 30 days of start

• User Guides
• Interaction WorkSpace is the interface Agents will use to perform 

their work.  Here is a link to the Genesys Interaction WorkSpace 
User Guide v8.1.  DET will be implementing WorkSpace v8.5 so 
there may be some minor changes.  DET will publish v8.5 as soon 
as Genesys shares the new user guide.

• Interactive Insights is the interface Supervisors will use to perform 

their work.  Here is a link to the Genesys Interactive Insights User 
Guide v8.1 DET will be implementing Interactive Insights v8.5 so 
there may be some minor changes.  DET will publish v8.5 as soon 
as Genesys shares the new user guide.
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https://genesys.secure.force.com/support/servlet/fileField?id=0BEU0000000TOnM
https://docs.genesys.com/Special:Repository/81ii_user.pdf?id=2b4278d3-c16f-48f8-8d2b-2cb73918735b


• Customers will have access to public Genesys eBooks 

• Click on this link to navigate to the eBook home page

and log in with Username and password
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eBooks

http://ebooks-genesys.com/eBook_Viewer/welcome/


Lab Architecture
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Using SIP with Genesys

• Geo-redundancy 

– ATT installed, capacity in process

• Watertown, MA

• Allen, TX

– CenturyLink installed by October 31

• Madison

• Milwaukee

– Most TDM circuits will remain with CCA.  A small 
number will move to Genesys for transision.
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Go Live Timeline Overview

© 2013, Genesys Telecommunications Laboratories, Inc. All 
rights reserved.
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Department Q4 2016 Q1 2017 Q2 2017 Q3 2017 Q4 2017

OCI X

DOADSF X

DVA X

ETF X

DNR X

DOTSD X

DMV TBD

DHS 4 groups 2 groups

DOTWISCOM X

Tourism X

UWPC X X

PSC X

UWUHS X

UWATO X

DOR X

UWWHA X

DEHCR X

DWD X

DSPS X

DFI X

DCF ?

UWUA X

CEOEL X



Genesys Login



Genesys Agent Profile



Genesys Interface



QUESTIONS AND ANSWERS
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